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Content Managers’ Playbook due in Fall 2009
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You’re the coach
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Here’s your content team
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Strategies for getting the best 

content from your team
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Strategy #1: Analyze problems with existing content 

to determine what kind of support writers need
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Strategy #2: Analyze contributors’ content 

attitudes to anticipate (prevent?) problems

• “Content is not my job”

• “My manager’s boss is just going to change 

what I’ve written anyway, so why bother …”

• “My users are exactly like me”

• “Web writing is the same as print writing, 

right?”
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Strategy #3: Help contributors focus 

on users’ content needs

•Share data about users

•Develop user personas and share them with 

content contributors

• Publish users’ comments and e-mails

• Let content writers know which web pages 

are popular and which are obscure
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Strategy #4:Establish and enforce 

content quality guidelines 

•Recognize that content quality can be 

shaped by guidelines

•Use guidelines to de-personalize content 

feedback

• Publish your own content guidelines

• Adopt other agencies’ content guidelines
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Web Editorial Style Guide developed for EIA
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Strategy #5: Use content case studies to 

provide models of excellence

• “Just show me what you want…”

•Build a community of content contributors

•Demonstrate that it is in fact possible to 

meet challenges and write excellent content
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NIEHS home page “before”
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NIEHS home page “after”
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Web content case studies used in 

Chevron’s Intranet
“We feature case studies to help our new 
content owners— especially those that 
have to present a lot of manuals, 
procedures, or processes—at their sites. 
We also include case studies in our 
annual content owner training sessions 
and in our quarterly Web Central 
newsletter.”

Allyson Ward Neal, Usability Analyst
Communications and Web Consultant for 
Chevron Business and Real Estate Services
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Strategy #6: Help contributors see the 

business value in writing quality content

•Save or make them money or time

•Build participation or compliance

• Improve their reputation

• Free them to work on other projects
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Travel Advantage Network’s pre-FAQs 

self-service content
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Travel Advantage Network’s FAQs
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FAQs cut e-mail volume in half

TAN's Monthly E-Mail Volume 
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Strategy #7: Provide ongoing web 

writing training

• Provide different training options for novice, 

intermediate, and experienced content 

contributors

– Group or individual

– In person or online

– Long or short term

– Theoretical, applied, project-based

– Internal or external trainers

• Consider content training a means of nourishing 

quality, motivation, and esprit de corps
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At REALTOR.org, ongoing training helps support 

avid contributors who have found an online voice

“Justin is an expert in real estate 
appraisals, and he’s also publishing the 
most successful blog on our site. He does 
a great job of taking things he reads and 
putting them in his appraisals blog. And to 
support him and other bloggers, we’ve 
offered Intro to Web 2.0 and Writing for 
the Web courses, plus access to support 
from my editorial team.”

Hilary Marsh, Managing Director of REALTOR.org 
- National Association of REALTORS 
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AE Life combines training, tools, and 

brand awareness for content success 

“Through an easy-to-use yet effective CMS, 
through good training, through hiring the 
right people, through conveying our brand, 
I am shocked but pleased to say that in 
four and a half years of managing AE Life 
content, I have only had to reject 
inappropriate content once. That’s one 
piece in about 100,000 pieces submitted!”

Rich Borden, Director of Internal 
Communications, American Eagle Outfitters, Inc.



Government Web Managers Conference  Government Web Managers Conference  Government Web Managers Conference  Government Web Managers Conference  

April 28April 28April 28April 28----29, 200929, 200929, 200929, 2009

Strategies for getting usable content 

from people who don’t like to write

1. Analyze problems with existing content to determine 
what kind of support writers need

2. Analyze contributors’ content attitudes to anticipate 
(prevent?) problems

3. Help contributors focus on users’ content needs

4. Establish and enforce content quality guidelines

5. Use content case studies to provide models of 
excellence

6. Help contributors see the business value in writing 
quality content

7. Provide ongoing web writing training
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Questions? Comments?
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Questions? Comments?

Content Managers’

Playbook due in 

Fall 2009
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Contact information

Leslie O’Flahavan

EEEE----WRITEWRITEWRITEWRITE

Leslie@ewriteonline.com

Tel. 301-989-9853

www.ewriteonline.com

Writing Matters blog at 

http://writingmatters.typepad.com/ 


